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STATE OF CALIFORNIA - HEALTH AND HUMAN SERVICES AGENCY GRAY DAVIS, Governor

CALIFORNIA DEPARTMENT OF CHILD SUPPORT SERVICES

July 21, 2000
"To All Interested Parties:

*As the Director of the California Department of Child Support Services (DCSS), | am pleased to
present the California Child Support Automation System (CCSAS) Project Charter.

With the passage of child support reform legislation in September 1999, California has taken the
first steps toward a massive restructuring of its child support program. In addition to creating
DCSS and expanding the state’s role in administering child support, the legislation requires that
responsibility for the program at the local level be moved out of the district attorneys’ offices into
new local child support agencies in each county. The new legislation also requires that the
Department, in collaboration with the Franchise Tax Board (FTB) and the federal Office of Child
Support Enforcement, build a single statewide automation system that will serve all child
support customers in the state.

An important first step for the CCSAS was the development of this Project Charter. Project
charters are widely used by both public and private sector organizations to define the approach,
goals, responsibilities, priorities and risks of a project and to achieve consensus between all of
the major stakeholders. | believe that the creation of this Project Charter has fulfilled these
objectives and now sets the course for the successful development, procurement and
implementation of CCSAS.

FTB, working as an agent for the DCSS, is responsible for the development and implementation
of CCSAS, which will operate in all 58 counties. CCSAS will bring uniformity to the way that
counties provide child support services. CCSAS will also bring California into compliance with
state and federal child support system regulations. FTB’s long history of developing and
implementing complex automation projects helps ensure that CCSAS will be successful.

It is my intention to ensure that the Department and local child support agencies will provide
high quality service in a manner that is responsive to the needs of our customers. Successful
development and implementation of CCSAS will go a long way toward ensuring that high quality
service. DCSS and FTB will be working collaboratively with counties and county workers, child
support advocacy groups, federal and state government agencies and other interested parties
during the design and implementation of CCSAS so that it will meet the needs of California’s
children.

ltis an exciting time for the child support program in California and | welcome your input and
participation as we embark on establishing a child support program that will ensure that all
children receive the support to which they are entitled.

Sj ly

Curtis L. Child
Director
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Project Charter Overview

Background

Since 1950, the Federal Government has become increasingly involved with child
support enforcement. This involvement intensified in 1975 with amendments to
the Socia Security Act that created Part D of Title1V (i.e., IV-D) and established
the Office of Child Support Enforcement. Additionally, throughout the 1970s and
1980s, there were federal legidative actions to enhance the provisions of Title IV-
D. A mgor legidative initiative was the passage of the Family Support Act of
1988 (FSA 88). The Act emphasized child support as the first line of defense
against welfare dependence. It also mandated that each state develop and
implement a single statewide automated child support enforcement system by
October 1, 1995; this deadline was later extended to October 1, 1997.

In December 1992, the State of California entered into a contract to develop and
implement the Statewide Automated Child Support System (SACSS) in 57
California counties (Los Angeles was to remain independent). SACSS was
intended to meet the federal mandate to have a child support system, compliant
with the FSA 88, operational in Caifornia by October 1, 1995. However, the
SACSS system implementation was unsuccessful, leading to a November 1997
agreement to terminate the SACSS contract.

In 1996, the Personal Responsibility and Work Opportunity Reconciliation Act
(PRWORA) amended the Social Security Act to increase federal automation
requirements by requiring all states to establish and operate a State Disbursement
Unit (SDU) and State Case Registry (SCR) by October 1, 1998.

By early 1998, the state, working with the California District Attorneys
Association, had developed a plan to create a statewide child support system
based on the formation of four to seven consortia. Each consortium would consist
of multiple counties operating on one of the existing child support systems, as
approved by the state, to meet the FSA 88 requirements. The state would also
develop and implement, through a competitive bid process, the SDU and SCR
components to meet the PRWORA requirements.

The consortia plan was presented to the legidature in March 1998, and became
the basis for the child support budget bill, Assembly Bill (AB) 2779 (Ch. 329,
Stats. 1998). AB 2779 was passed in August 1998 and required Californiato
implement a consortia-based system that would lead to a federally compliant
system by October 2001.

In January 1999, an Implementation Advance Planning Document (IAPD), which
identified a four-system consortia approach, was submitted for federal approval
by the Administration for Children and Families (ACF). Initsreview, ACF
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informed the state that the proposed consortia-based alternative system
configuration submitted for approval did not meet the criteria required by federal
law. Responding to ACF s concerns, Governor Davis, members of the
Legidature and other involved parties decided to reconsider the mid-1998
decision to proceed with a consortia-based approach.

On September 24, 1999, Governor Davis signed three major child support bills
into law (AB 150, Ch. 479, Stats. 1999; AB 196, Ch.478, Stats. 1999; and SB
542, Ch. 480, Stats. 1999). These laws restructured California’s child support
enforcement program and require the state to implement a single statewide
automated child support system. The legidation created the new Department of
Child Support Services (DCSS) and transferred child support program
responsibility from the California Department of Social Services (CDSS) to
DCSS. Thislegidation aso mandated the creation of local child support
agencies, and transferred control of the day-to-day local delivery of child support
services from the county district attorneys to the new local child support agencies.
In addition, this legidation transferred responsibility for the statewide automation
development project, now referred to as the California Child Support Automation
System (CCSAS), from Cdifornia’ s Health and Human Services Agency Data
Center (HHSDC) to the Franchise Tax Board (FTB).

An important first step in moving forward with the CCSAS project is the
development of the Project Charter.

Purpose of Charter

AB 150 mandates the creation of a single statewide Child Support Automation
System by FTB as the agent for DCSS. The legidlation also requires DCSS and
FTB to develop a Project Charter, approved by FTB’s Executive Officer, DCSS's
Director, and the Secretary of California’ s Health and Human Services Agency
(CHHY), prior to commencement of procurement activities.

This charter has been devel oped, through the efforts of the CCSAS Project
Charter Steering Committee (including the Director of DCSS, Project Owner; the
Executive Officer of FTB, Project Agent; and the Deputy Secretary of Health and
Human Services Agency), Project Charter working groups (including
representatives from DCSS and FTB), and stakeholders (including representatives
from the local child support agencies, child support advocate groups, the Judicial
Council, and business and financial organizations).

The Project Charter:

|dentifies the primary entities and individuals impacted by implementation
of the CCSAS
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| dentifies the assumptions under which the CCSAS Project will be
initiated, procured, devel oped, implemented and maintained

Defines the strategic Business Goals of the Child Support Program with
respect to statewide system automation, thus setting the initial CCSAS
Project scope

Provides a process for refining the initial project scope

Provides a foundation for identifying business improvement opportunities
that will then be explored during business and technical analyses
Establishes a framework for preparing, implementing and monitoring
project documents such as the Project Management Plan and the
Procurement Plan

| dentifies the risks associated with the development and implementation of
the project and how those risks may be reduced

Establishes the governance structure for the ultimate oversight, decision
making and guidance for the total CCSAS Project effort

Provides afoundation for developing anagreement for project planning,
spending, contracting, executing, controlling, and reporting during the life
of the project

The CCSAS Project Charter represents the current agreement between the Project
Owner (DCSS) the Project Agent (FTB) and the Secretary, Health and Human
Services Agency (CHHS). This charter reflects an agreement among parties a a
particular point in the project life cycle and is, therefore, subject to future change;
any significant change in project direction will result in updates to the charter that
will be reviewed and approved by the Executive Steering Committee.
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| mpact Statement

Implementation of CCSAS will significantly impact a number of entities and
individuals. These impacts range in scope from changes in business processes to
changes in the amount of child support monies a custodial party (CP) may
receive. Entities that are impacted may experience staffing changes.

The following list reflects the primary entities and individuals that will be
impacted by the implementation of CCSAS".

Local Child Support Agencies

Transition to the Statewide System— Previous experience with
transitioning counties from one automated child support system to another
has shown that there are significant personnel and resource impacts. The
primary impacts are:

>

Business Process Changes — Implementation of CCSAS will
significantly alter county business practices. In addition to the changes
required to accommodate differences in how the automated systems
perform the same function, there will be new functions added and
some functions eliminated or reduced in scope (particularly in the
payment processing and disbursement functions that will be performed
centrally in CCSAS by the SDU). These changes will require
retraining of local personnel.

Local Infrastructure Changes— Local child support agencies and
FTB must ensure that the local Information Technology infrastructure
isin conformance with CCSAS system infrastructure requirements.
This may result in changes in local infrastructure. Local agencies must
also implement configuration management procedures to ensure
locally initiated infrastructure changes do not degrade CCSAS
performance.

Customer Service Impacts — Implementation of centralized payment
processing and disbursement will create changesin local customer
service business practices in the area of client financial inquiries.
Resour ce Availability — County personnel must assist with data
conversion issues and receive training on the CCSAS system at the
same time they are providing services to their clients using their
interim system. This may result in staffing shortages or reduced
service levels.

! This section of the charter addresses entities and individuals that will be impacted by CCSAS

implementation. Entities and individuals whose actions can impact CCSAS are described in the
Risk section of the charter.
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California Department of Justice (DOJ)
California Parent Locator Service (CPLS) — CPLSiscurrently a
primary source of locate data to local child support agencies. The
exchange of data between various external agencies, such as Federal
Parent Locator Service (FPLS), FTB and the Employment Devel opment
Department (EDD), may transition from CPLS to CCSAS. The central
point for the electronic exchange of locate requests between California and
other out-of-state jurisdictions using the CSENet interface may transition
from CPLS to CCSAS.
California Central Registry (CCR) - The CCR is the repository for
interstate child support cases. Current CCR functionality may be
integrated into the CCSAS system in order to meet federal certification
requirements.

Department of Child Support Services

Program Impacts

» Fund Management - The IV-D Fund Management process, currently
managed by DCSS Accounting, will be integrated within CCSAS,
pursuant to federal certification requirements.

» Increased M anagement Responsibilities— DCSS must, pursuant to
federal requirements, monitor and provide contractual oversight of the
SDU and child support system operations.

» Reports and Audits - The business processes used in producing
federal and state reports and in supporting audits will change due to
centralized data collection.

Automation Impacts

> Integrated Database, Credit Reporting System and other DCSS
Automated Systems — DCSS currently operates systems that facilitate
tax intercepts, report to credit bureaus and implement other federally
mandated activities. Many of these functions may be incorporated into
CCSAS.

» PRISM Project — The PRISM project will require significant
reduction or reassignment of staff and resources after CCSAS
implementation. The amount of the reduction will depend on the
CCSAS strategy for handling legacy data required for audit purposes.

Franchise Tax Board (FTB)

Current FTB Programs - The Franchise Tax Board administers the
Financial Institutions Data Match (FIDM) program, performs child
support collections and administers the tax intercept program that includes
intercepts for delinquent child support payments. These FTB functions
will expand, contract or dissolve once the statewide systemis
implemented.

Page5



CAM P - Recently enacted legidation regarding the FTB’s authority to
collect and enforce child support orders is being implemented by the

CAMP project. The status of the CAMP project is unclear once CCSAS s
in operation.

Operation of Parallel Systems— As counties convert to the statewide
system, CCSAS will need to successfully integrate and coordinate with the
management of the parallel operations of the Child Support Collections
Program, CAMP and FIDM until CCSAS implementation is completed.

State and Local IV-A? Agencies

Automated IV-A System Changes - Some county IV-A agencies
perform functions that may be performed by CCSAS. (For example, some
counties have the IV-A system pay the disregard® while other counties
have the IV-D system pay the disregard in order to meet the 48-hour
disbursement timeline mandated in federal law.) These IV-A systems will
require modification.

Reimbursement of TANF Funds - County IV-A agencies currently
receive reimbursement for TANF monies expended from child support
payments that are collected. This reimbursement is often received viaa
journal voucher action (since both 1V-A and 1V-D accounts are controlled
by the county). This reimbursement process will require modification.

County Auditor/Controllers

Payment Processing —Many local child support agencies rely on the
county auditor/controller to process and print child support warrants.
Implementation of CCSAS will alter this relationship.*

Health and Human Services Data Center (HHSDC)

Network Infrastructure — HHSDC currently provides the network
infrastructure and processing services for over 30 counties.
Implementation of CCSAS may change processing and network
infrastructure requirements. The magnitude of these changes is unknown
at thistime.

Statewide IV-A Data Centralization Project — The CalServ Middleware
Project is intended to provide a standardized interface to all counties
running one of the four IV-A consortia systems. The last IV-A consortia

2 |V-A refers to Title IV, Part A of the Social Security Act. This portion of the act created the
Temporary Assistance for Needy Families program (often referred to as “welfare”).

3 Disregard is a portion of the child support payment, not to exceed the first $50 of the current
support collection, which is paid to the TANF family in addition to the TANF grant, and not
cal culated asincometo the family in determining the amount of the grant.

41t is uncertain how CCSAS will address the requirement for the local agency to issue an

emergency payment “on-the spot” to a CP. This function could still require auditor/controller
participation.
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IV-D

system completion date is currently estimated to be in the middle of 2003.
Cal Serv must accommodate and interface to CCSAS. Once CCSAS is
implemented, Cal Serv will experience increased transaction volumes.

Case Members

Submittal of Payments - Centralization of the collection child support
monies (via the SDU) will impact how Non-Custodial Parents (NCPs)
submit child support monies. Payments currently made to local child
support agencies will now be made to the SDU.

Receipt of Payments - Centralization of the disbursement of child support
monies will impact how CPs receive child support monies. CPs may not
receive payments as timely due to processing time required by the SDU
and mailing from a centralized location.

Amount of Payments - Statewide allocation, the splitting of child support
monies amongst all parties entitled to receive monies from a particular
NCP will cause some CPs to receive smaller payments than they have
received previously and other CPs to receive larger payments (or
payments that they were entitled to but had not previously received).

Non-IV-D Custodial Parties

Emp

Receipt of Payments - Centralization of the disbursement of child support
payments will impact how CPs receive child support. CPs who received
payments directly from NCP employers will now receive them from the
SDU. Timeliness of the receipt of these payments may be impacted due to
processing time required by the SDU and mailing from a centralized
location.

Amount of Payments — Some CPs will receive smaller payments than
they have received previously due to the consistent application of
statewide allocation rules.

loyers

Submittal of Wage Assignment Payments - Employers currently
forward IV-D wage assignment payments directly to FTB and local child
support agencies. Implementation of the State Disbursement Unit will
simplify this process by requiring employers to forward al 1V-D child
support wage assignment payments and all Non-1V-D wage assignment
payments for wage orders established on or after January 1, 1994, to the
SDU. This will increase the opportunities for consolidation of payments,
facilitate the use of EFT and decrease the number of CP addresses that
must be maintained.

Employer Inquiriesand Problem Resolution- Employers currently
contact FTB and/or local child support agencies when they have questions
or problems with wage assignment submittals. After CCSAS
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implementation, employers will direct these questions and problems to a
central customer service unit.

Courts
Standar dization — County courts may be impacted by increased
standardization of child support activities. For example, all 1VV-D guideline
calculations may be provided by CCSAS instead of the multiple guideline
calculation programs currently approved by the Judicial Council.
Standardization of forms and form sets may also cause business process
changes within county courts.

Other State and Federal Agencies

. Interagency Agreements— As aresult of the centralization of child
support functionality within CCSAS, agencies that have current
agreements with DOJ, counties, and other entities to provide or receive
data, may have to alter these agreements.
I nter faces — Outside agencies that interface with DCSS may require
additional staff and resources to test new interfaces or interfaces that have
moved from DOJ or local child support agencies to CCSAS.
Post Office— Centralization of child support functionality will reduce the
number of Address Notification Requests received by the Post Office.
Interjurisdictional Entities — Centralization of California child support
functionality and increased data sharing capacity may impact external
entity systems, processes or resources.

Financial Institutions
Automated Submission of L ocate Requests — Implementation of
CCSAS will result in an increased level of asset location requests.
Financial institutions will need to coordinate formats and processing with
the state.
Automated Submission of L evies— Implementation of CCSAS will
result in an increased level of lieng/levies being submitted to financial
institutions. Financia institutions will need to coordinate formats and
processing with the state.
SDU - Financia institutions will be required to interact with a centralized
payment disbursement function. New procedures for resolving issues will
need to be put in place. Direct deposit levels may increase.
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Project Assumptions

The Project Charter Steering Committee identified the following factors that, for
project planning purposes, are considered to be true, real or certain in the current
or future environment. These assumptions are not identified in any order of
priority. If these assumptions prove to be invalid, the success of the project may
be impacted.

The charter serves as the foundation for the CCSAS Project from which
the initial project scope is defined.

At the very least, the CCSAS Project will meet the mandated federal
requirements.

The Business and Technology Goals identified within this Project Charter
directly support the program as it exists today.

The overall statewide project can be logically divided into manageable
sub-projects, and these sub-projects can be developed and implemented
independently.

DCSS program development and CCSAS Project business analysis will
identify new business requirements.

The project will ensure that processes are in place to address significant
program changes.

The federal automation penalties will not compromise the quality or
success of the project.

Adequate program and technical resources from DCSS and the Local child
support agencies will be available, as needed, for the project.

The state’' s performance-based procurement process does not conflict with
federal procurement regulations.

There will be vendors willing to partner with the Project Agent to design,
develop, implement, and maintain the new system.

Valid performance measures can be devel oped based on measurable data
and tied to vendor compensation.

The project will include participation from local child support agencies,
advocates and other identified stakeholders.

These project assumptions are addressed throughout the various sections of this
charter.
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Proj ect Scope

To ensure that the CCSAS Project is properly aligned with the Child Support
Program, the Project Owner, Project Charter Steering Committee and
stakeholders identified and prioritized specific Business and Technology Goals.
These goals define the scope of the statewide system automation effort with
respect to (1) system capabilities, and (2) system transition and management
activities.® Together, the documents that specify the system capabilities and
transition and management activities define the elements of project scope.

The scope of the CCSAS Project begins with the Business and Technology Goals,
which define the broadest possible scope of the project. Additionally, AB 150, by
mandating specific project activities, further defines the scope of management
activities. Investing in project planning activities, such as business requirement
definition and the identification of roles and responsibilities, leads to a refinement
of system capabilities and transition and management scope that culminates with
signed contracts with selected contractors. The factors that influence scope
refinement are Project Owner acceptance and approval of planning deliverables,
the outcome of DCSS policy development and the resolution of potential conflicts
with current Federal and State mandates, the availability of project and program
resources to complete activities and resolve issues, contractor understanding and
acceptance of the performance based procurement model, the timely resolution of
issues and contractor proposed system life cycle costs. Influences on project
scope will be managed through frequent communication with the Project Owner,
DCSS saff involvement in planning activities, forecasted and revised resource
estimates, documented processes and methodologies, such as a defined issue
resolution process, and early communication of the intent to use a performance
based procurement.

Scope Refinement: System Capabilities

The CCSAS Project will refine the scope of system capabilities through an
iterative process. This process includes at |east three planned decision points for
determining whether or not a given capability is within scope, as defined by the
Business and Technology Goals. These Project Owner decision points will be:

(2) just prior to the start of the business analysis
(2) just prior to the release of the Solicitation for Conceptual Proposal (SCP)
(3) at the time the final negotiated contract is signed

® Transition activities may include converting and importing existing data into the statewide
system; providing user training, customer service and help desk services; conducting outreach
programs for the public, employers and institutions; and identifying and resolving potential
changesto child support policies, practices and procedures.
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Necessary system capabilities will be documented as business requirements®, and
all changes to business requirements will be managed and controlled through a
documented change control process. The Project Owner is the final approval
authority for determining whether or not a given capability is within the project
scope, and these decision points represent milestones for seeking Project Owner
approval on scope refinement.

Decision Point 1: The Project Owner, with recommendations from the Project
Core Team, will prioritize each potential system capability and decide which of
the business improvement capabilities will be studied further during business
analysis.” The availability of project and program resources to conduct the
business analysis and resolve issues must also be considered in this decision.

To develop its recommendations, the Project Core Team will examine each Goal
to identify Automated System Objectives (ASOs) that describe desired
capabilities of the statewide system. The Project Core Team will then compare
ASOs o federal and state policy, regulations and statute to identify mandated
capabilities and opportunities for business improvement and issues that must be
resolved in order to implement the capability. The results of this analysis will be
the basis of the recommendations provided to the Project Owner.

Decision Point 2: The Project Owner will approve the incorporation of specific
capabilities into the business requirements baseline released with the initial SCP.
The business requirement baseline includes both functional and technical
capabilities.

Refinement of system capabilities scope continues during business analysis with
the user community and business-driven technology planning efforts. During the
business analysis, the Project Core Team will identify additional business rules,
types of users, existing technological capabilities and conflicts with best practices,
policy, regulation and statute and current organizational responsibilities.
Business-driven technology planning efforts will expose relationships between
system functions and data and identify design constraints on the system solution.
The business analysis and technology planning efforts will result in the
identification of new, or changes to, potential system capabilities. Each potential
new capability will be mapped against the Business and Technology Goals to
verify that the capability is within scope. The Project Core Team will also
consider each capability in terms of feasibility with respect to cost, schedule and
technical viability and will prioritize each capability in terms of importance to the
business

® Business requirements include both functional and technical capabilities.

! By definition, mandatory capabilities must be studied during business analysis.
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Decision Point 3: The signed, negotiated contract constitutes the third planned
Project Owner decision point for refining the scope of system capabilities. The
Project Owner and/or his’her designee will participate in contract negotiations.
All subsequent changes to business requirements are managed as changes to the
contract.

After release of the SCP, the Project Core Team will engage in confidential
discussions with individua contractors to refine the contractor’s proposed
solution. These discussions will provide insight to the state on how the
contractor’ s solution meets mandated capabilities and leverages the opportunities
for business improvements. Upon contractor selection, the Project Core Team
will finalize the scope of system capabilities during contract negotiations. With
the selected contractor, each non-mandatory requirement is re-examined in terms
of feasibility with respect to cost, schedule and technical viability, and afina
priority will be assigned.

Scope Refinement: Transition and Management

Refining the scope of system transition and management activities will also be
conducted through an iterative process that includes at |east three planned Project
Owner decision points. These decision points are:

(1) just prior to the release of the Invitation to Partner

(2) just prior to the release of the Solicitation for Conceptual Proposal
(SCP)

(3) at the time the final negotiated contract is signed

Decision Point 1: The Project Owner will approve the initial scope of system
transition and management efforts, based upon recommendations from the Project
Core Team, which will be reflected in the Invitation to Partner.

Prior to releasing the Invitation to Partner, the Project Core Team will provide
recommendations to the Project Owner regarding the roles and responsibilities of
each organizational entity with respect to system transition and management
activities. Roles and responsibilities are defined in the Interagency Agreement
(IA) and in specific planning documents, such as the Procurement Plan. The roles
and responsibilities will be consistent with the scope of the project as defined by
the Business Goals. For example, the Business Goal that relates to improving
service provided to case members suggests a public outreach effort. The Project
Owner may decide that the responsibility for public outreach lies with DCSS.
Therefore, public outreach would be outside the scope of the CCSAS Project.
Other transition activities, such as conversion, are so closely related to system
development and implementation that responsibility for those activities must be
assigned to the project.
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The CCSAS Project Management Office (PMO) will identify project management
and system development standards, policies and processes consistent with the
mandates of AB 150. Other efforts that will precede the Invitation to Partner are
the development of (1) a Project Management Plan that includes risk
management, (2) issue resolution and change control policies, and (3) a
Procurement Plan that defines the statewide system procurement approach. The
roles and responsihilities, procurement planning activities and project
management policies and procedures establish the initial scope of system
transition and management efforts consistent with the Business Goals and AB
150. Thisinitial scope is conveyed to prospective contractors in the Invitation to
Partner.

Decision Point 2: The Project Owner will approve the refined scope of system
transition and management efforts, based upon recommendations from the Project
Core Team, which will be reflected in the Solicitation for Conceptual Proposal.

After release of the Invitation to Partner, the Project Core Team will continue to
refine the scope of transition and management efforts. Thiswill be done by
examining aspects of the business within the scope of the Business and
Technology Goals, assigning responsibility for specific transition activities, and
devel oping supporting management processes and methodologies. |ssues raised
during business analysis and the execution of management processes, such as risk
assessment, will result in a better understanding of the depth and breadth of
transition activities and the development of specific transition strategies. These
strategies will include further definition of responsibility for transition activities
for example, distinguishing between, and assigning responsibility for, the
different facets of customer service would in turn affect the scope of management
efforts. The result of this refinement is a declaration of project scope that
facilitates the estimation of resource needs and cost/schedule. This refined scope,
including the system capabilities scope, is conveyed to prospective contractors in
the SCP and forms the basis for contractors to develop their proposed solutions.

Decision Point 3: During contract negotiations the SCP will outline those
trangition activities for which the CCSAS Project and the selected vendor are
responsible and establish a refined scope of system transition efforts that remains
consistent with the Business and Technology Goals, management strategies and
AB 150. Contractual requirements for system transition and project management
and system devel opment standards, policies and processes are finalized during
contract negotiations. The final, negotiated contract establishes the final scope of
transition and management activities. All future changes to transition scope are
managed as changes to the contract. The deliverable for Decision Point 3 is the
final, signed contract.
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Business Goals

The CCSAS Project will deliver a single statewide automated system that meets
federal certification requirements, uniformly implements state policy and
regulation, is consistent with the mandates of AB 150, and meets the business
needs of the child support program. The Business Goals reflected in this
document represent this vision.

The Business Goals are organized around common themes into the Goal Sets
listed below. While only the Business Goa Sets are included in the body of the
charter, the complete text of the Business Goals is provided as an exhibit. The
number assigned to each Business Goal Set indicates the set’s priority.

GOAL SET 1.0 Increase Performance, Accuracy, and Timeliness

Beneficiaries: State and Local Child Support Program and its Customers

The primary purpose of this Goal Set isto maximize the performance and
timeliness of the Child Support Program (CSP) as administered by both the
Department of Child Support Services and local child support agencies. This
Goal Set seeks to improve the program so that it meets or exceeds both federal
performance incentive criteria and federal case processing timeliness
requirements. It also seeks to meet or exceed those program service delivery
requirements established by the State of California.

GOAL SET 2.0 Improve Service Provided to Case Members
Beneficiaries: Case Members

The primary purpose of this Goal Set isto improve the service to Case Members
(i.e., Custodia Parties and Non-Custodia Parents who have IV-D cases) by
increasing their knowledge of and access to CSP business processes. This Goal
Set seeks to improve Case Member access to case information; the case intake
process, the delivery and usefulness of CSP documents; Case Member complaint
and problem resolution; the processing, receipt and disbursement of support
payments; relationships among Case Members; and, the education of Case
Members regarding the services available to them.

GOAL SET 3.0 Increase Caseworker Efficiency & Effectiveness
Beneficiaries: Caseworkers and Case Members

The primary purpose of this Goal Set isto improve the business processes
administered by local Caseworkers to better serve Case Members. This Goal Set
seeks to provide Casaworkers with the tools, knowledge, information and forms
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necessary to perform their jobs effectively and efficiently, thus reducing time and
costs associated with providing service to Case Members.

GOAL SET 4.0 Improve Data Quality, Privacy and Confidentiality

Beneficiaries: Case Members and General Public

The primary purpose of this Goa Set isto improve the overall quality of data
maintained within the CSP as well as safeguarding the individual’s privacy and
confidentiality. This Goal Set seeks to provide adequate safeguards against
unauthorized access to or disclosure of data; provide for efficient and effective
correction of inaccurate or incomplete data; and minimize the capture and
retention of data not required for CSP business.

GOAL SET 5.0 Enable Data-Driven Decision Making and Performance
M easur ement
I Beneficiaries: State and Local Child Support Program I

The primary purpose of this Goal Set is to ensure that the CSP decision makers
have all necessary statistical, financial and program management information
available to effectively and efficiently administer the program. This Goal Set
seeks to provide information responsive to authorized requests for both
standardized and on demand reports for purposes of evaluating program
opportunities and ongoing performance.

GOAL SET 6.0 Improve Employer Relationships
Beneficiaries: Employers

The primary purpose of this Goal Set isto minimize the burden placed on
Employers to meet their responsibilities to provide payments and employee
information. This Goal Set seeks to provide Employers with easy and convenient
processes to meet their payment and reporting responsibilities; provide Employers
with necessary information and instructions; minimize duplicative employer
reporting; and facilitate the resolution of problems encountered by Employers.

GOAL SET 7.0 Improve Financial Institution Relationships

Beneficiaries: Banks, Credit Unions, Other Financial Institutions

The primary purpose of this Goal Set isto improve relationships with financial
ingtitutions related to locating and securing assets of Non-Custodial Parents and
expedite payments to Custodial Parties. This Goal Set seeks to maximize the
ability of Financial Institutions associated with asset |ocation and compliance with
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liens and levies; provide effective and efficient processes for the administration of
the State Disbursement Unit; and, provide timely and accurate communication of
program changes to Financial Institutions.

I GOAL SET 8.0 Ease Impact of Centralized Collection and Distributions I
on Non 1V-D Population
Beneficiaries: Non IV-D Payers and Payees

The primary purpose of this Goal Set isto mitigate the impact on Non IV-D Non-
Custodial Parents, and Custodial Parties (i.e., those individuals whose orders are
not enforced by the CSP) of the requirement that wage assignments must be
allocated, distributed and disbursed through the CSP. This Goal Set seeksto
establish efficient payment processes to expedite payment to Custodial Parties;
provide necessary payment information to both payers and payees, and facilitate
the resolution of problems and complaints.

GOAL SET 9.0 Improve Centralized CSP Oper ations Effectiveness and

Efficiency
Beneficiaries. State Child Support Program & Case Members

The primary purpose of this Goal Set isto improve the business processes
administered by state CSP staff to support local child support agencies and to
better serve Case Members. This Goa Set seeks to provide CSP staff with the
necessary tools, knowledge, information and forms to support statewide best
practices and local operations and to increase disbursement to families.

I GOAL SET 10.0 Improve Third Party I nteractions I

I Beneficiaries: Local Child Support Program, IRS, EDD, FTB & Other Third I
Parties

The primary purpose of this Goal Set isto improve the interfaces, data exchanges
and communication between the CSP and various Third Parties who are
responsible for providing Case Member information and financial data. This Goal
Set seeks to minimize duplication of data, maximize the accuracy and timeliness
of data, and ensure processes for effective Third Party complaint resolution and
payment processing.
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GOAL SET 11.0 ImproveInterjusdictional Case Processing Effectiveness
and Efficiency

Beneficiaries: Other States, U.S. Possessions, Foreign Governments, Tribal
Councils, Case Members

The primary purpose of this Goal Set isto improve those business processes
administered by the CSP with other jurisdictions (i.e., those separate entities with
their own authority and power) through a variety of actions including agreements
and Administrative Enforcement Interstate requests. This Goa Set seeks to
facilitate interjurisdictional payment processing, maximize the ability to exchange
Case Members information, initiate and process cases, and process requests for
CSP sarvices.

GOAL SET 12.0 Improve CSP Interactions with Courts/Judicial Council

Beneficiaries: Judicial Council, Judges, Commissioners, Family Law Facilitators,
Court Clerks, County Recorders, Bar Association

The primary purpose of this Goal Set is to improve those CSP processes that
require interactions with the Courts and Judicial Council. This Goal Set seeks to
improve the processes for filing legal documents and scheduling court actions,
maximize the exchange of information between CSP and the Courts, and facilitate
consistent case processing statewide through outreach and education with the
Courts and the use of standardized Judicial Council forms.

GOAL SET 13.0 Meet Federal Requirements

Beneficiaries; Sate and Local CSP & Administration for Children and Families

The primary purpose of this Goal Set is to ensure that the CSP meets both the
federal requirements for a Statewide Automated System and the State
Disbursement Unit. This Goal Set also seeks to ensure that other CSP operations,
which may be subject to audit, are compliant with federal standards.
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Technology Goals

The Technology Goals recognize that a successful statewide system solution not
only meets requirements, but also provides best value to the business, ensures
effective transition without disruption of existing services and is accepted by the
user. The Technology Goals listed below support the development of technical
requirements, transition planning and project management processes and
procedures:

Maximize the ease of system maintenance and enhancement through the
use of open architecture and standards

Maximize the cost effectiveness of the automated system

Maximize quality results in a reasonable timeframe

Manage change to business areas and mitigate implementation risks
Minimize the adverse impact of project development on existing
operations over the course of the project
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Project Strategies and Approach

Project Strategies

The CCSAS Project Strategies reflect how the Business and Technology Goals
will be met and include the mandates of AB 150 as well as lessons |learned from
past child support automation efforts. The strategies listed below are not
prioritized.

Ensure an implementation that phases in system capabilitiesin
manageabl e releases that provide business value and are technically viable
Select the solution based on business value, not necessarily lowest cost
Qualify vendors based on past performance on similar contracts
Establish structured, proven system development and implementation
methods, processes and standards that provide traceability between
Business and Technology Goals, requirements, design components and
test cases, establish control gates for deliverable acceptance, and employ
proof-of-concept and prototyping techniques

Provide for open competition and shared risk with the vendor partner
Compensate vendors based on achieving predefined performance
measures

Establish structured, proven project management policies, standards and
procedures for the project and the vendor(s)

These strategies will guide the selection of processes to be followed during the
project; the definition of deliverables resulting from the selected processes; the
identification of key decision points; the selection of software tools required to
support the project’ s processes; and the creation of supporting materials for
project control and coordination. These strategies will also guide development of
technical requirements of the system such as maintainability, scalability,
portability, interoperability and adaptability.
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Project Approach

Project Planning and Management

Project I nitiation

CCSAS Project planning begins with the examination of DCSS program needs.
The Business Goals documented in the Project Charter represent these DCSS
program needs and establish the project direction. Once approved, the Project
Charter confirms alignment within DCSS, stakeholders and FTB as to the intent
and nature of the project and will be used as the basis for project planning.

Project Management Office (PMO) Establishment

Under the direction of the Project Director, the PMO will ensure that there are
uniform policies and practices, consistent standards, continuous risk and quality
management programs, software management tools and an integrated Project
Management Plan for the CCSAS Project life cycle. The PMO will also identify
required project management and system devel opment standards and procedures
that are required of the vendor. The PMO organization will be staffed with state
civil service personnel and contract consultants who are recognized expertsin the
field of project management.

To accomplish this, the PMO will develop, document and coordinate the project’s
core management processes and disciplines applicable to the CCSAS Project life
cycle. The PMO organization will aso develop, implement, and maintain the
Project Management Plan (PMP) and other plans such as scope management, risk
management, configuration management, and quality assurance management.

Requirements Engineering

The CCSAS Project will use a structured, repeatable process to define and
manage business requirements. This process will ensure the traceability of
business requirements, both functional and technical capabilities, to the Business
and Technology Goals.

Business Analysis

CCSAS Project staff, with significant involvement of selected County and DCSS
staff, will use a structured analysis modeling technique to analyze existing
business processes in order to identify business requirements. Best Practices and
strategic planning initiatives developed by DCSS will be integrated into the
business process models so that business improvements are reflected in the
CCSAS business requirements. The business analysis will help determine the
organization of system components by identifying relationships between business
functions and data.
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In order to manage scope, the business requirements will be mapped to Business
and Technology Goals and prioritized to distinguish mandated capabilities from
desired capabilities. These desired capabilities will be candidates for technology
innovationand cost/schedule trade-offs. Business requirements will also be
aligned with statewide operating policies that reflect the integration of Best
Practices into the requirements.

Requirements Definition Tools and Techniques

In coordination with the Project Management Plan, the project will develop a
Reguirements Definition and Management Plan that will document the business
analysis approach and requirements management processes (i.e., the requirements
change control process). The requirements management process controls changes
to business requirements by ensuring that only authorized changes are made, fully
tested, approved, and migrated in a controlled manner, and that an audit trail of all
changes is maintained.

Business requirements will be maintained in a database that provides upward
traceability to Business and Technology Goals and downward traceability to data
flow diagrams, and ultimately to vendor derived system/software requirements
and system/software design components. The project will aso use a Business
Requirements Specification (BRS) as the formal requirements document that links
business requirements and business process models (data flow diagrams, data
definitions and data models).

Technology Planning

Technology planning will be used to develop the project’ s fundamental
architectural vision and to determine how best to phase in the implementation of
CCSAS capabilities. Key components of the technology planning process will
determine:

How the system can be logically divided into manageable sub-projects

How to organize applications and data to implement Automated System
Objectives and/or identified business constraints

How to use appropriate technologies to implement Automated System
Objectives, identified business constraints, or industry best practices

What design and architectural principles to use to support Automated
System Objectives, business constraints, and industry best practices

This technology planning will result in the articulation of specific automation
priorities and technical requirements, including design, system performance and
operating environment requirements. It will also enhance the project management
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and transition plans by suggesting system implementation approaches and
contract data requirements.

System Procurement

The CCSAS Project intends to use a Performance Based Procurement model, a
form of Alternative Procurement referenced in AB 150 that has been successfully
used by FTB in previous high-risk complex projects. The Performance Based
Procurement model is focused on procuring strategic business solutions based not
on lowest cost, but on the value provided to the owner of the system. It creates
strategic partnerships with vendors that result in shared project risks and
compensation based upon measured performance and realized value.

Procurement Strategy

The CCSAS will be procured in multiple phases. This procurement strategy will
be articulated in the Invitation to Partner and refined based on the outcome of the
business analysis. With an understanding of how data and technology relate to
system capabilities and business priorities, the Project Core Team will devise the
optimal approach for phased development and implementation. Based on this
phased delivery approach and considering potential system integration and project
management risks, a competitive procurement approach that acknowledges and
mitigates project risk will be devel oped.

As envisioned for the CCSAS Project, system procurement will require the
completion of the following activities:

Development of Performance Measures for Vendor Compensation
Development of Acceptance Criteria

Partner Qualification

Non-confidential Discussions with Qualified Partners
Development of the Solicitation for Conceptual Proposal
Confidential Discussions with Qualified Partners

Proposal Refinement

Proposal Evaluation and Selection

Procurement Contracting

Vendor Compensation Performance Measures

A key element of Performance Based Procurement is that vendor compensation is
based on redlized value. Performance measures are the method for assessing
value, and Critical Success Factors (CSFs) are the starting point for developing
performance measures. CSFs, established by the Project Owner, will be derived
from Business and Technology Goals and project management policies. From
these CSFs, contract specific performance measures will be developed. Although
initial performance measures will be developed early in the procurement process
(i.e., prior to the development and release of the Solicitation for Conceptual
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Proposal), the performance measures will be refined during confidential
discussions with vendor partners and finalized during contract negotiations.

CCSAS is considering the following categories of performance measures:

1. Program Performance: A measure of the business value provided to the
IV-D Program, derived from Business and Technology Goals and
correlated to IV-D program measures.

2. System Performance. A measure of the technical merit of specified
system capabilities, derived from service level and technical requirements
and tracked when certain deliverables are deployed into the production
environment.

3. Vendor Performance: A measure that anticipates project success by
ng how well the partner is conducting system devel opment
activities, derived from product oriented project management
principles/practices; application of technical methods; technical
architecture; application of design principles; and measures of software

quality.

Upon charter approval, the CCSAS Project will develop recommended Ciritical
Success Factors and, with Project Owner approval, submit draft performance
measures to the qualified partner pool during non-confidential discussions.
Performance measures will be finalized in the contract, as approved by the Project
Owner.

Acceptance Criteria

Acceptance criteria specify the conditions under which the Project Owner will
accept the delivered product. Acceptance of deliverables acts as a“control gate”
for deciding whether or not to pass into the next phase of system development.
The CCSAS Project will define and document specific acceptance criteriain order
to promote a clear understanding of state expectations with respect to product
quality. Acceptance criteriawill be developed for specification and design
documents, formal design reviews and incremental “software builds’ (i.e.,
progressive cycles of development).

Partner Qualification

Contractors will be qualified as potential partners based on an evaluation of past
performance on similar contracts, project management and team experience
resumes, and customer satisfaction. Additionally, consideration will be given to
experience in implementing the project strategies listed at the beginning of Project
Strategies and Approach section.
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Non-Confidential Discussionswith Qualified Partners

The Performance Based Procurement methodology allows for a period of
information exchange between the qualified partners and the state to set
expectations, achieve buy-in, and receive feedback on the procurement approach
and business requirements.

Solicitation for Conceptual Proposal (SCP)

The Solicitation for Conceptual Proposal describes the business requirements of
the system being procured and establishes the state’ s expectations for how the
project will be planned, executed and managed. The SCP will define the format
and content of proposals; proposal evaluation areas; required project management
and system development standards and procedures; contract deliverables
regarding project management, system devel opment, testing, transition and
maintenance and operations; and performance measures and compensation
schedule.

Confidential Discussions with Qualified Partners and Proposal
Refinement

Confidential discussions with qualified partners provide an opportunity to review
and discuss their specific draft proposals. These discussions will provide insight
into the vendors' solution and opportunities for the refinement of system
capabilities in terms of technology innovation and operating characteristics.

Proposal Evaluation and Selection

The state will evaluate which contractor is most likely to meet the state's
expectations based on defined proposal evaluation criteria. SCP evaluation
criteriawill consider the vendors' project management approach, the technical
feasibility and total cost of ownership of the proposed solution. Detailed criteria
and a scoring methodology will be used to evaluate and score proposals, including
an evaluation of added business value provided by the solution.

Procurement Contracting

System development and implementation services will be procured through
Solicitation for Conceptual Proposals. Contract negotiations with the selected
business partner will determine terms and conditions including items such as the
development and implementation schedule, required deliverables, acceptance
criteria, performance measures and compensation schedule.

Development and Testing

The Project Core Team, including the PMO, will identify those elements of a
system development and testing methodology that must be integrated into the
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vendor’s overall methodology. These elements may include traceability between
reguirements and hardware/software components; recording of design decisions,
required system deliverables including documentation; identification and use of
software quality metrics; required testing methodologies; configuration
management of the development and production environments; release
management and change control processes; and adoption of a system life cycle
model that supports phased implementation. The system development and testing
methodology will be described in the SCP, and required elements of the
methodology will be levied as contractual requirements.

Transition

The scope of transition activities will be developed and refined as described in the
Project Scope section. Asthe Project Scope refinement progresses, the project
team will develop transition strategies and plans that will describe the approach to
user training, change management, customer service and conversion. To ensure
an effective transition to and acceptance of the statewide system the project will:

Facilitate the design of an automated system that fits cohesively into the
users environment

Use representatives from the business operations as subject area experts
when defining business policies and rules

Involve end-users of the automated system during the design process
Minimize potential adverse impacts of time commitments on these subject
area experts and end-users

Provide effective and timely training for all users of the automated system
Encourage the use of currently implemented and planned technologies
where appropriate

Maintenance/Enhancement

Maintenance and Enhancement refers to the ongoing daily operation of the system
and the final processes that will be used to rectify internal processing errors,
enhance or extend system functionality, repair design or modify the system due to
changes in business needs. As the project progresses, information that describes
the approach to system maintenance and operations, and enhancements will be
incorporated into the appropriate plans. This information includes the
organizational structure of maintenance personnel, the process for system
changes, the terms and conditions of the maintenance contract, defect resolution
process, knowledge transfer requirements, technology refresh and hardware
replacement needs, total cost of ownership impacts, and system documentation
and service level requirements.
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4

Project Risk Statement

By any measure, the CCSAS Project is ahigh-risk project. It isalarge, complex
financial management application with strict accuracy and performance
requirements, multiple external interfaces, and many diverse stakeholders.

In Assembly Bill 150, the Legidature established its intent that CCSAS “avoid
the repetition of those practices which led to the failure of the SACSS system and
ensure that practices are in place to prevent the repetition of those practices.” The
CCSAS Project has established a three-pronged approach to risk management:

The immediate procurement of Independent Verification and Validation
services. Thisteam will apply an industry standard approach to monitor
and oversee all aspects of the project.

The establishment of a project Quality Assurance Team, reporting to the
CCSAS project management. This team will ensure establishment of
industry standard methods for project management, technical management
and progress measurements.

The establishment of formal Risk Management Planning procedures,
within the Project Management Office (PMO), to identify, assess, track
and mitigate risks. This process will be consistent with the existing FTB
Risk Assessment process, administered by the Project Oversight Bureau,
and the statewide Risk Assessment Model administered by the Department
of Information Technology (DOIT).

In general, risk management includes two major elements—risk identification and
risk management planning. The identification of risks consists of identifying the
triggering event, assessing the potential impact to schedule, cost, performance,
functionality, etc., and determining the probability, or likelihood, of the triggering
event. The development of a Risk Management Plan consists of specific actions
to mitigate (avoid, ease the impact, or accept) the risk.

The CCSAS Project has identified the following potential major risks:

Management Risks | mpacts

Lack of leadership from Poor |eadership has historically been a major contributor
FTB, DCSS, or CCSAS  to project failures, cost and schedule overruns, and

functionally inadequate systems.

Collaboration of Failure to establish formal collaboration procedures may
independent agencies: lead to decision delays and cost/schedul e overruns.
DCSSand FTB
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Insufficient resources in
key skill areas

Parallel program and
project devel opment

Multiple subprojects
developed by different
vendors

Loss of program
management continuity

Multiple diverse
stakeholders

Excessive political
pressure due to past
failures

Procurement Risks

Performance Based
Procurement (PBP)

Procurement delays

Development Risks

Size and complexity of
project

Lack of experienced, knowledgeable resources in, for
example, large automated child support systems
management and development will increase the likelihood
of overruns and failure.

The complexity of establishing the DCSS, creating new
local child support agencies, and building the automated
child support system may cause delay of key decisions, or
activities leading to project delays and overruns, or
program and/or project instability.

The difficulty of ensuring that all elements, from different
vendors, integrate correctly, impacts the requirements,
design, test and integration activities. This complexity
increases the risk of cost/schedule overruns and possible
failures.

Turnover in top management, i.e., program and project
management and key deputies, is known to contribute to
loss of focus and leadership. This increases the risk of
overruns and failures.

Input from stakeholders must be managed to avoid
frequent changes in goals or requirements, which may
lead to cost/schedule overruns.

Pressure to succeed and show progress in an unrealistic
timeframe may cause quality to dip and lead to
cost/schedule overruns.

| mpacts

If the potential vendors and the state cannot reach
agreement on the performance measures, vendors may not
bid. If the performance measures are not carefully
selected, they may not produce the desired data for
determining appropriate compensation.

Any procurement delay has the potential to impact the
contract award. If the project schedule is not adjusted, the
timeframes may be unrealistic with possible quality

dippage.

| mpacts

These factors significantly increase the likelihood of cost
and schedule overruns, missing functionality, product
errors, efc.
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Pressure to accelerate
the program dueto
economic impact of
federal penalty

Additional federal or
state legidative
mandates or program
changes

Changes or additions to
the requirements due to
technology changes or
the interface to other
projects (Non IV-D or
SDU)

Changes in requirements
due to DCSS policy
changes or judicial
rulings.

Transition Risks

Multiple interfaces with
the 1V-A Program

Complexity of the
trangition of countiesto
the statewide system

Delaysin transitioning
counties to interim
systems

Difficulty of removing
duplicate cases across
multiple counties

User acceptance

Asthe total cost of the federal penalties rises, pressure to
accelerate the project will increase significantly.
Unredlistic schedule pressures are a known contributor to
cost/schedule overruns and system failures.

Unstable or changing requirements are known to
contribute to cost/schedule overruns in both devel opment
and county transitions.

Unstable or changing requirements are known to
contribute to cost/schedule overruns in both devel opment
and county transitions.

Unstable or changing requirements are known to
contribute to cost/schedule overruns in both devel opment
and county transitions.

| mpacts

CCSAS must interface with state IV-A (welfare) systems.
The statewide IV-A database will not be complete until
2003. Unlessthe statewide IV-A datais available, the
child support system will have to interface with the four
different county IV-A systems across the 58 counties.
Thiswill increase the risk of cost/schedule overruns.

The difficulty of moving 58 individual counties, including
data conversion from four and potentialy six different
systems, to the statewide system increases the risk of
cost/schedule overruns.

Failure to complete the transition on schedule may require
conversion from an additiona system or require the large
county to transition twice within a short period of time.

Failure to identify and eliminate duplicate cases may
cause transition delays, or at a minimum, cause
operational and program problems after transition.

Failure to manage the user expectations, business process
changes and training will increase the likelihood of
transition delays and problems.
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2

Project Governance

ROLES AND RESPONSIBILITIES

This section of the charter clarifies the CHHS/DCSS/FTB relationship and
addresses the governance structure that will be put in place to make this project a
success throughout procurement, development, implementation and maintenance.
The governance model reflected in this document is the overarching model and
not meant to be the all inclusive roles and responsibilities for all project
components. The extension of this governance model and related roles and
responsibilities will be incorporated into project planning documents.

Secretary, California Health and Human Services Agency

The Cdlifornia Health and Human Services Agency (CHHS) oversees DCSS and
12 other state departments and one board which are responsible for providing
health, social services, mental health, rehabilitation, developmental services,
employment, child support services, and other critical services. The Secretary of
CHHS is responsible for promoting the child support program success and
delivery of these services to the children and families of California. CHHS
oversight of the CCSAS project will be provided through the Director of DCSS.
The Director of DCSS is responsible for providing regular updates to the
Secretary of CHHS regarding the status of program and project automation
efforts, and ensuring that any issues raised by the Secretary of CHHS are
addressed. CHHS will also provide oversight of all of the child support
automation activities through the use of Independent Verification and Validation
(IV&V).

Project Owner

In accordance with AB 150 the Director of DCSS is the owner of the CCSAS
Project. The Project Owner is responsible for defining the overall Child Support
Program and required functionality and support to be delivered by the CCSAS
Project. The Director provides leadership for the ongoing governance structure
and serves as Chairman of the CCSAS Project Steering Committee. The Project
Owner assumes responsibility for the following functions:

In concert with the Project Agent, ensure the devel opment,
implementation and ongoing maintenance of the Project Charter
Communicate the project vision to externa entities

Approve the overall Project Management Plan and Procurement Plan
Approve any modifications to the Project Charter or plans, e.g., federal

approvals and waivers necessary to secure financial participation and
system design approval
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Ensure al interim automation activities are consistent with the
procurement, development, implementation, and maintenance of the
CCSAS

Act as the final authority in resolving major program conflicts

Provide required program resources to the project

Determine project scope or program functionality including cancellation
of the project in consultation with the FTB as Project Agent

Approve the evaluation criteria for use in selection of the solutions during
procurement

Measure actual business results and provide timely reporting to the Project
Agent as necessary to compute vendor partner compensation

Validate completion and delivery of the CCSAS Project by the Project
Agent

Project Agent

The Executive Officer of the FTB is responsible for the procurement,
development, implementation, and maintenance of the single statewide automated
system as defined by the Project Owner. The Project Agent is a member of the
ongoing governance structure and serves on the CCSAS Project Steering
Committee. The Project Agent assumes responsibility for the following
functions:

In concert with the Project Owner, ensure the devel opment,
implementation and ongoing maintenance of the Project Charter

Ensure development of and adherence to a Procurement Plan that employs
proven techniques, and incorporates best practices from other government
jurisdictions where practical

Secure authority through state agencies, as needed, to acquire required
products and services

Ensure that project funding and staff resources are secured timely

Serve as the Executive liaison with the primary Business Partners engaged
in development of the CCSAS system

Resolve contractual or other disputes arising from the procurement or
delivery of vendor servicesin support of CCSAS

Provide final approval of proposed vendor partner awards and contractual
terms and conditions relating to the delivery of goods and services
necessary to develop and maintain the Automated System

Consult with DCSS in development of the terms of agreement for the local
child support agency annua automation cooperation agreement (AACA)
Working through the Project Director, ensure that al automated functions
as specified by the Project Owner are delivered according to the overall
Project Management Plan

Work with the Project Owner to determine federal and state legidative
impacts to the single statewide automation efforts
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Chief Deputy Director, DCSS

The Chief Deputy Director of the DCSS serves as the direct line of
communication between the CCSAS Project Director and the Director of DCSS,
the Project Owner. The Chief Deputy Director is a member of the ongoing
governance structure and serves on the CCSAS Project Steering Committee. The
Chief Deputy Director assumes responsibility for the following functions:

Establish and maintain ongoing communications of program and
operational requirements with the Project Director

Representing the Project Owner, establish and document the functionality
required of the CCSAS in order to support the new statewide Child
Support processes

Participate in planning, review, and approval of products or deliverables
related to the project

Provide guidance to the project team regarding modifications necessary to
meet program changes resulting from external influences

Resolve al ongoing automation issues that may impact the CCSAS
Project

Representing the Project Owner, review and assess the acceptance of
delivered functionality for use by the program

Working with the CCSAS Project Director, plan and track ongoing
schedule coordination involving program process conversion and staff
training with the conversion and implementation of the CCSAS system

Project Director

The Project Director is responsible for the overall management and success of the
CCSAS Project. Under the direction of the Project Agent, the Project Director
develops project plans with measurable intermediate deliverables and ensures
their timely completion. The Project Director provides timely reporting to all
involved parties of project status and notification to the Project Owner and the
Project Agent of any unplanned events that could impede scheduled completion.
Representing the Project Agent, the Director develops remedial plans of action as
needed to ensure successful completion of the project; ensures al ongoing
automation issues that may impact CCSAS are coordinated and resolved; and,
manages all activities of state and vendor partner staff to ensure completion of the
project according to the overall Project Management Plan approved by the Project
Owner.

The Project Director will meet with, prepare reports for, and communicate project
status through the Chief Deputy Director, DCSS. The Project Director assumes
responsibility for the following functions:
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Establish and maintain ongoing communications of program and
operational requirements with the Chief Deputy Director, DCSS
Develop and maintain appropriate relationships with all project
stakeholders, involving them as necessary in the development of project
deliverables (e.g., goals, objectives, schedules, etc.)

Identify issues that could result in changes to the Project Charter and
Project Plan and escalate them to the Project Owner through the Chief
Deputy Director

Align the Project Core Team's efforts with the overall Project Plan
Ensure that participative project planning occurs with DCSS team
members

Execute all necessary contracts for successful development,
implementation, and maintenance of the statewide system

Track actual progress and resource usage

Track and report accurate status to the Executive Steering Committee and
Project Core Team

Ensure timely, quality deliverables that provide the functionality defined
by the Project Owner

Ensure that reports and major project deliverables are developed
collaboratively with DCSS team members

Project Advisory Group

The Project Advisory Group functions in support of the Project Agent and the
Project Director. The group is comprised of the Assistant Executive Officers of
FTB’s Audit Branch and Technology Resources Branch. This group serves as an
advisory panel to the Project Director and Executive Steering Committee and is
responsible for the following functions:

Represent the Project Agent when the Project Agent is unavailable
Remove obstacles encountered during the life of the project that may
inhibit its success

Ensure project resources are available

Advise on procurement approach and vendor interactions and relationships

DCSS Executive Management Team

The DCSS Executive Management Team is comprised of the Chief Deputy
Director, DCSS, the Deputy Director, Program Division, and the Deputy Director,
Systems Division. The DCSS Executive Management Team will accomplish the
following responsibilities through assignment of departmental staff to the Project
Core Team and through regular, scheduled communication with the Project
Director.
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It is the DCSS Executive Management Team’s responsibility (both directly and
through their assigned Project Core Team members) to:

Articulate program and operational requirements

Ensure program and project requirements are met

Represent the Department during the various stages of the project
Participate in planning sessions

Participate in the development, review, and approval of major project
deliverables

Project Core Team

The Project Core Team is comprised of individuals who have been skill-matched
to the project and are empowered to accomplish the work of the project. The
Project Core Team, consisting of FTB project staff and members of DCSS staff,
will work together to procure, develop, implement, and maintain the CCSAS.
The Project Core Team will be augmented with additional resources, including
staff from the local child support agencies, to assist in the project devel opment,
implementation and maintenance. It is the Project Core Team'’s responsibility
to:

Formulate information technology strategies, quality standards and
practices

Develop, implement, monitor and evaluate all project management
activities and plans

Oversee vendor(s) development methodology and identify project risksin
hardware design and application devel opment

Develop, manage, conduct and evaluate system procurement activities
Define, manage and control al activities associated with contract
management

Exchange information with vendors for technology innovation and provide
advice on the strategic implications of specific solution alternatives or
opportunities

Define, manage and control all activities associated with producing budget
documents

Identify, develop, implement, support and monitor project processes
Define, establish and maintain the project communication plan and roles
and responsibilities

Develop, implement and maintain the Requirements Management Plan
Conduct business and technical analysis and apply standard software
engineering techniques to devel op the Business Requirements
Specification

|dentify issues and provide recommendations regarding system analysis
and application design
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Develop, coordinate, execute, evaluate and maintain system integration,
testing and conversion plans

Develop, execute, monitor and maintain the statewide system
configuration management plan

Develop transition strategies that include but are not limited to change
management, user training, and implementation constraints.

Executive Steering Committee

The CCSAS Project Executive Steering Committee is comprised of the Project
Owner, the Deputy Secretary of CHHS, the Executive Secretariat of CHHS, the
Project Agent, the Chief Deputy Director, DCSS, and the CCSAS Project
Advisory Group. Additional members of the DCSS Executive Management Team
or key stakeholders may be included at the discretion of the Project Owner. The
committee is actively involved in reviewing the progress of key project
deliverables and milestones related to successfully completing the project and its
objectives. It is responsible for ensuring that issues are resolved in atimely
manner by the appropriate management of the program or project, and for
promoting project success and delivery of Business Goals.

Operation of the Executive Steering Committee

The Project Owner serves as the committee’ s chair at regularly scheduled status
meetings. The Project Director attends the meetings and presents information
relevant to the agenda. Members of the CCSAS Project Core Team, DCSS
Program, or stakeholder community are invited to attend when they have
information or expertise on agenda topics.

| ndependent Verification and Validation

Independent Verification and Validation (1V&V) services will be acquired for
California’s child support automation efforts, which include the CCSAS project,
the California Arrearages Management Program (CAMP) and the Pre-Statewide
Interim Systems Management (PRISM) project. 1V&V will provide an
independent appraisal of the state's automation efforts, both the management of
the projects and the technical aspects of the projects, and will include access to
both prime and sub vendor records or any other documents related to system
development.

The V&V activities will be performed by a single provider, and will be managed
by a department independent of both DCSS and FTB. Acting as an agent for the
CHHS, the IV&V contract will be managed by the Health and Human Services
Agency Data Center (HHSDC). (HHSDC provides Information Technology
services to various departments within the California Health and Human Services

Agency.)
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Contract Authority

Overall authority and responsibility for the California Child Support Program lies
with the Director of DCSS. The Director has full authority and responsibility for
all business functions and outcomes including setting the strategic vision,
approving business automation objectives, evaluating business results and
ensuring that program goals are met.

Consistent with the roles and responsibilities of the Project Owner and Project
Agent, the Director expressly delegates responsibility and authority for
procurement, devel opment, implementation and maintenance of the single
statewide automated child support system (CCSAS) to the Executive Officer of
FTB. Thisdelegation is critical to the successful implementation of CCSAS and
meets the intent of the California Legislature as expressed in AB 150.

This delegation establishes a specific relationship between the DCSS as Project
Owner, and the Franchise Tax Board as their Project Agent. While performing
activities under this delegation, the Project Agent will ensure open collaboration
with the Project Owner. Both Project Owner and Project Agent will ensure that
full and open communication exists between the parties.

As Project Agent, the Executive Officer of the FTB will act on behalf of the
Director of DCSS in carrying out the following responsibilities:

Developing and maintaining a project management plan and project
schedule for the overall CCSAS Project

Developing and executing a procurement plan consistent with program
goals and objectives

Qualifying business partners for participation in procurement of
CCSAS

Evaluating and selecting business partners for contract award

Signing al contract terms and conditions for consulting, development,
maintenance and related services necessary for implementation of the
CCSAS

Managing, directing, executing and coordinating all engineering and
management activities associated with developing, implementing and
maintaining the statewide system consistent with the goals of the
Project Owner

Specific responsibilities of the Project Owner and Project Agent will be defined
and maintained in an Interagency Agreement between the parties consistent with
this charter.

Page 35



Glossary of Terms

Term
Administration for Children
and Families (ACF)

Allocation

Annual Automation
Cooperation
Agreement (AACA)

Automated System Objectives
(ASO)

Best Practices

Business Goals

Business Process Moddls

Business Requirements

Business Requirements
Secification (BRS)

Definition
The federal agency, which administers the child
support program nationally. ACF isadivison in the
Department of Health and Human Services (DHHYS)
that houses the Office of Child Support Enforcement
(OCSE).
The first step in the distribution process to apportion a
child support payment among two or more
cases/children for which the non-custodia parent is the
obligor.
Annual Automation Cooperation Agreement (AACA)
is an agreement entered into between the Didtrict
Attorney (will be the Local Child Support Agency after
the county transition) of each county and the
Department of Child Support Services, developed in
consultation with FTB. This document describes state
and county responsibilities, activities, milestones and
consequences as it relates to child support automation.
The agreement sets forth requirements that must be met
for a county to receive state and federal funding for
automation activities of the child support program.
Welfare & Ingtitutions Code Section 10081(a)
A set of objectives devel oped from the Project Charter
business goals, which describe desired capabilities of
the statewide system.
A systematic process for evaluating the products,
services and work processes of organizations that are
recognized as representing good working models for
the purpose of promoting organizationa improvement.
The compilation of successful statewide policies,
procedures and guidelines that have as their god the
improvement and standardization of the Child Support
Program
A graphical or textual representation of the major
business functions within an entity and their
decomposition into categories of processes within
functions and subcategories of major processes.
The set of required functional and technical capabilities
of the system. Requirements may be derived or based
upon interpretation of stated requirementsto assist in
providing a common understanding of the desired
operational characteristics of a system.
A contractual document that is the basis for acceptance
testing and which identifies the essential needs for a
system.
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Term
California Arrearages
Management Project (CAMP)

California Central Registry
(CCR)

California Child Support
Automation System (CCSAS)

California Parent Locator
Service (CPLS)

CalServ Middleware Project

Case Member

Case Worker

Child Support

Child Support Program (CSP)

Definition
Child support accounts receivable management system
that replaces the functionality of the Non Tax Debt
(NTD) system. CAMP consists of two components--
the collection system, the Computer Assisted
Collection System for Government (CACSG), and the
front-end interface, Client Services Interface (CS).
A centralized unit, maintained by every state IV-D
agency, that is responsible for receiving, reviewing, and
distributing interstate case documentation and
responding to inquiries on interstate 1V-D cases.
Term defining the single statewide automated child
support enforcement system that must be operated in all
counties and will include a Statewide Disbursement
Unit (SDU), a State Case Registry (SCR), and other
necessary databases and interfaces.
The organization that provides locate services by
obtaining information from sources such as the Federal
Parent Locator Service, Department of Justice's
Criminal History records, the Department of Motor
Vehicles, the Employment Devel opment Department,
the Franchise Tax Board, and the Property Tax
Exemption File.
An automation project intended to provide a
standardized interface to al counties running one of the
four welfare systems and which must interface with the
single statewide child support automation system.
A collection of members associated with a particular
child support order, court hearing, and/or request for
IV-D services. Every child support case has a unique
Case Identification (ID) number and, in addition to
names and identifying information about its members,
includes information such as custodia party and non-
custodial parent wage data, court order details, and
non-custodial parent payment history
A participant in alV-D case (e.g., acustodia party,
non-custodial parent and/or a child). A Case Member
can be a participant in more than one case.
Person or persons responsible for the management of
IV-D cases, also known as Family Support Officer or
Case Manager.
The legal obligation of parentsto provide financial
support for their minor children, enforceable in both
civil and crimina contexts. Child support can be
entered into voluntarily or ordered by a court or
properly empowered administrative agency. Child
support includes medical support and interest on
delinquent child support obligations.
The program administered by the Department of Child
Support Services, in cooperation with Local child
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Term

Configuration Management

Interagency Agreement

Critical Success Factors (CSF)

CSP Decision Makers

Custodial Party

Deliverables

Department of Information
Technology (DOIT)

Department of Child Support
Services (DCSS)

Disbursement

Distribution

End-Users

Federal Advanced Planning
Documents (APD)

Definition
support agencies to locate parents, establish, enforce
and modify child support, and collect and distribute
child support.
A discipline applying technical and adminigtrative
direction and surveillance to identify and document the
functiona and physical characteristics of a
configuration item, control changes to those
characteristics, record and report change processing and
implementation status, and verify compliance with
specified requirements.
An agreement between the Project Owner (DCSS) and
the Project Agent (FTB) to procure, develop,
implement and maintain a single statewide automated
child support system.
Factors derived from the business and technica goals
that represent the significant measures of contractor
performance for the basis of compensation.
State and/or loca officials who have authority over the
administration of some aspect of the Child Support
Program (e.g., DCSS management, Health and Human
Services Agency officials, Local Child Support Agency
officials).
The party having primary physical custody of the
child(ren). May be a parent, relative or other caretaker
including foster parent or group home.
Any measurable, tangible, verifiable outcome, result, or
item that must be produced to complete a project or
part of a project.
The department in the State of Californiathat has
oversight responsibility for all automated system
projects developed or contracted for by state
departments.
The department designated as the single state
department responsible for operating the Child Support
Enforcement Program.
The dispensing or paying out of collected child support.
The process of identifying payees and preparing
warrants for submission to those payees.
The application of monies to specific accounts to
determine the appropriate disbursement of monies.
Applying monies to specific debt types within a case
viathe approved Department of Child Support Services
algorithm, after initial alocation (multiple case
scenarios only) has been performed.
The individua or groups who will use the system for its
intended operational use when it is deployed in its
environment.
Documents (i.e., Advance Planning Document (APD)
submitted for federal approval that provides the data
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Term

Federal Certification
Requirements

Financial Institutions Data
Match (FIDM)

Franchise Tax Board (FTB)
Independent Verification and

Validation (1V&V)

Interjurisdictional

Invitation to Partner

IV-D

IV-D Fund Management

Definition
required to determine the funding levels for a State’s
automation project. APDs aso provide State and
Federa Government with the data to monitor the
project’s progress. There are two major types of APDs,
Planning (PAPD) and Implementation (IAPD), as well
as two major types of APD Updates (APDU), annual
and as needed.
A set of automated system federal business
requirements, which must be complied with by a state
in order to receive enhanced funding and be eligible for
certification that the automated system meets all
criteria
A process to match non-custodia parents against the
state’ s financia institutions to verify any assets (such
as bank account balances) that may be seized to pay
support delinquencies.
The officia taxing authority for the State of California
that has been designated the Project Agent for the
statewide automated child support system.
An independent appraisa of a system’s devel opment
project, ensuring the right product is built, and built
correctly.
Relations between two or more jurisdictions (i.e.,
separate entities with their own authority and power) to
enforce child support orders and/or provide service to
Case Members. Jurisdictions can include counties,
other states, United States possessions, foreign
countries, and/or tribal councils.
A formal, published document inviting the systems
development community to receive information on the
conceptual proposal process.
Refersto Part D of Title 1V of the Social Security Act,
which requires that each state create programs to locate
non-custodial parents, establish paternity, establish and
enforce child support obligations, and collect and
distribute support payments. A 1V-D case means any
case established, modified or enforced by the Local
Child Support Agency pursuant to 42 U.S.C. All
recipients of public assistance (usually TANF) are
referred to their state's I'V-D child support program.
States must a so accept applications from families who
do not receive public assistance to assist in collection of
child support. Title 1V-D also established the Federa
Office of Child Support Enforcement.
A process to track all federal and state incentive
payments to local 1V-D agencies, all administrative
claims and reimbursement to local 1V-D agencies, and
all state costs associated with the administration of the
IV-D program.
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Term

Judicial Council (of
California)

Local Child Support Agency

Non IV-D

Non-Custodial Parent (NCP)

Personal Responsibility and
Work Opportunity
Reconciliation Act of 1996
(PRWORA)

Pre-Satewide Interim Systems
Management (PRISM) project

Project Business Analysis

Project Deliverables

Project Life Cycle

Definition
The state agency headed by the Chief Justice that
administers the courts to assure uniform policies and
administrative requirements throughout the State court
system.
The county Department of Child Support Services with
which the State Department of Child Support Services
has entered into a cooperative agreement to secure
child/spousa support, medical support, and to
determine paternity. The Local Child Support Agency
is separate and independent from any other county
department.
A child support case not enforced by a Child Support
IV-D office.
The legal parent (natural, adoptive or by lega ruling)
who does not have primary care, custody, or control of
the child and has alega obligation to provide support.
Also referred to as Absent Parent, Respondent,
Defendant, Payer, Obligor.
Welfare reform legidation that provides a number of
requirements for employers, public licensing agencies,
financia ingtitutions, as well as state and federal child
support agencies, to assist in the location of non-
custodial parents and the establishment, enforcement,
and collection of child support. It amended the Social
Security Act to increase federal automation
requirementsy requiring al states to establish and
operate a State Disbursement Unit and a State Case
Registry, the New Hire Reporting program and the
State and Federal Case Registries.
Project managed by DCSS, formerly management by
the California Health and Human Services Agency
Data Center (HHSDC), responsible for administration
and oversight of the interim child support consortia
systems pending the devel opment and implementation
of the single statewide system by the Franchise Tax
Board. Activitiesinclude: Technica oversight of
county legacy and interim consortia systems; assisting
trangition from county legacy systems to interim
systems; and establishing and maintaining an interim
Federa Case Registry (FCR) interface.
A process to support the Business Goals and further
refine the system capabilities scope by analyzing
business processes with the user community.
A series of identified products, such as design
documents, management plans, change order processes,
configuration approaches, etc., to be delivered by the
successful vendor.
The scope of the system or product evolution beginning
with the identification of a percelved customer need,
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Term

Project Management Plan

Project Oversight Bureau

Project Scope

Quality Assurance (QA)

Qualified Partners

Risk Management

Software Quality Metrics

Solicitation for Conceptual
Proposal (SCP)

Sakeholders

Sate Disbursement Unit
(SDU)

Temporary Assistance to
Needy Families (TANF)

Definition
addressing devel opment, testing, manufacturing,
operation, support and training activities, continuing
through various upgrades or evolutions, until the
product and its related processes are disposed of .
The planned application of knowledge, skills, tools and
techniques to project activities in order to meet or
exceed stakeholder needs and expectations from a
project.
A bureau within the Franchise Tax Board (FTB) that
provides high-level oversight of all automation projects
within FTB and assures processes have been adhered to
during the project life cycle.
A set of boundaries, defined by the Project Owner, the
Charter Steering Committee, and stakeholders, that
helps the project prioritize those e ements that will be
included in the automation effort.
The process of evauating overall project performance
on aregular basis to provide confidence that the project
will satisfy the relevant quaity standards.
Potential vendors who have met pre-qualifying criteria
based on past performance and who are permitted to
participate in the Solicitation for Conceptual Proposal
process.
An organized, analytic process to identify what can go
wrong, to quantify and assess associated risks, and to
implement/control the appropriate approach for
preventing or handling each risk identified.
A quantitative measure of the degree to which an item
possesses a given qudlity or attribute.
The alternative procurement version of a Request for
Proposal

Individuals and organizations who are involved in or
may be affected by project activities.

PRWORA requires al states to establish and operate a
centralized State Disbursement Unit (SDU) to collect
and disburse child support payments. The SDU must be
the single location for employers, other states, and
federal agenciesto send child support payments for all
IV-D cases and non IV-D orders (issued after January
1, 1994) enforced through wage withholding.

Time-limited public assistance payments made to
families, based on Title IV-A of the Socia Security
Act. TANF replaced Aid to Families with Dependent
Children (AFDC). When the Personal Responsibility
and Work Opportunity Reconciliation Act (PRWORA)
was signed into law in 1996. The program provides
parents with job preparation, work, and support
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Term

Third Parties

Undistributed Collections

Wage Assignment

Definition
services to help them become self-sufficient.
Applicants for TANF benefits are automatically
referred to their State IV-D agency in order to establish
paternity and child support for their children from the
non-custodial parent. This alows the state to recoup or
defray some of its public assistance expenditures with
funds from the non-custodial parent.
Organizations (typically governmental) who exchange
case member and financia data with the Child Support
Program.
Support payments that cannot be disbursed because the
identity of the payer is unknown or the address of the
payee is unknown.
An action to transfer (or assign) portions of future wage
payments (e.g. insurance premium deductions, credit
union deductions) to pay certain debts, such as child
support.
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EXHIBIT

CALIFORNIA CHILD SUPPORT
AUTOMATION SYSTEM
Goal Setsand Goals

OA 0
ease Perfto a e, A a all 0 > e

No. Goal Description

11 Maximize state and local CSP performance as defined by established
program service delivery requirements (e.g., best practices, performance
standards, uniformity, and staffing ratios).

12 Maximize state CSP performance as defined by federal performance
incentive criteria to optimize federal funding to the state.

13 Maximize state CSP performance as defined by federal case processing

timeliness requirements to enable CSP staff to accurately establish and
enforce orders and process payments within state and federal timeframes
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OA 0
rove Se o Provided to Case Membe

No. Goal Description

2.1 Increase ability of case members to review and update their pertinent
case file information to enlist case member participation and
maximize performance.

2.2 Maximize the convenience and timeliness of the case intake process
to enlist case member participation in obtaining complete
information.

2.3 Maximize convenience and accuracy of service of processto enlist
case member participation.

24 Maximize convenience of delivery of case-related documents to
enlist case member participation.

2.5 Maximize the access and usefulness of case-related documents to
enlist case member response and participation.

2.6 Increase timeliness, accuracy and convenience of problem and
complaint resolution for case members to increase case member
satisfaction.

2.7 Increase case member awareness of CSP services, and how those
services are delivered.

2.8 Increase the ease and convenience for NCPs to make their payments.

29 Maximize opportunities to improve relationships among case
members.

2.10 Ensure timely, accurate and convenient employer payment
processing and allocation of payments for the custodial parties to
reduce delays in payment delivery.

211 Maximize the convenience and accessibility of pertinent payment
receipt and disbursement information to case members to increase
their satisfaction.

212 Ensure the development of timely, accurate and convenient problem

and complaint resolution processes and procedures to increase CSP
responsiveness to case members.
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No. Goal Description

31 Ensure that accurate, consistent and current case information is readily
available to state and local CSP staff to perform their jobs efficiently and
correctly.

3.2 Maximize ease of access to the information necessary for the caseworkers
to complete all case member functions and respond to case member
inquiries.

3.3 Ensure that forms provided to caseworkers are uniform and contain
accurate information so that the forms require minimum caseworker input

34 Ensure availability of al case information (including historical
information) to any caseworker statewide to facilitate problem resolution
with case members.

35 Maximize the ability of the caseworker to exchange accurate, pertinent
case information to schedule actions with local legal staff to schedule and
obtain timely legal action.

3.6 Reduce the time and cost to the state/local CSP of providing case-related
information to case members.

3.7 Enable assignment of cases based on reasonable and equitable caseload
standards.

3.8 Maximize simplification of the system to minimize errors and increase
caseworker efficiency.

3.9 Ensure county to county collaboration to facilitate efficient case
processing

3.10 Provide enhanced automation capabilities to streamline all functional

areas (e.g. establishment, locate and enforcement) and take or prompt the
next appropriate action.
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prove Data Qua = 2 and Co ofs 0

No. Goal Description

4.1 Ensure timeliness, consistency, accuracy and completeness of data
maintained within the CSP to support data quality.

4.2 Minimize the capture and retention of data not required for conducting
CSP processes.

4.3 Increase system and procedural safeguards and audit trails to prevent
access to CSP data by unauthorized individuals internal and external to
the program.

4.4 Increase system and procedural safeguards to prevent improper disclosure
of data maintained within the CSP.

4.5 Reduce the effort that it takes to correct inaccurate or incompl ete data
within the CSP to protect individuals.

4.6 Reduce the effort that it takes to correct inaccurate or incomplete data
disseminated to or accepted from Third Parties.

4.7 Increase system and procedural safeguards to prevent access to Third
Party data by unauthorized individuals internal and external to the
program.

4.8 Ensure sensitive case information is available to authorized CSP staff

(e.g., case member with a history of violence).
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GOAL SET 5.0

Enable Data-Driven Decision Making and Performance Measurement

No.

Goal Description

5.1

Ensure necessary statistical, financial and program management
information is available to all CSP decision-makers for timely and
informed analysis of the impact of proposed federal and state mandates.

5.2

Ensure necessary statistical, financial and program management
information is available to all CSP decision-makers for timely and
informed evaluation of the implementation of federal and state mandates.

5.3

Ensure necessary statistical, financial and program management
information is available to all CSP decision makers to enable them to
evaluate problems identified by audits, advocacy groups, lawsuits, local
agencies and case members and others to stimulate state and local
program improvement.

5.4

Maximize availability of statistical, financial and program management
information to all CSP decision-makers to enable them to identify and
evaluate program improvement opportunities (e.g. best practices, demo
projects).

5.5

Maximize availability of program management information to all CSP
decision-makers enabling them to identify and evaluate state and local
CSP operations to most effectively use existing resources (e.g. staffing
levels and deployment, organizational structure).

5.6

Maximize availability of program management information to all CSP
decision makers enabling them to identify and evaluate state and local
CSP resource needs to support budgeting, staffing and equipment
acquisition decisions.

5.7

Ensure uniform statewide application of data definitions by all CSP staff
for accurate reporting of federally required statistical and financial
information.

5.8

Ensure uniform statewide application of data definitions by all CSP staff
for accurate reporting of state mandated statistical and financial
information.

5.9

Ensure availability of standard statistical and financial data to support
local CSP decision-making and performance monitoring.
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GOAL SET 5.0

Enable Data-Driven Decision Making and Performance Measurement

No. Goal Description
5.10 | Ensure availability of financial information necessary for managing CSP
financial processes.

5.11 | Ensure availability of statistical, financial and program management
information and tools to support monitoring of local CSP operations.
5.12 | Ensure availability of statistical, financial and program management
information to support state and federal audits.

5.13 | Ensure availability of management reports for monitoring and evaluating
both employee, office/unit and program performance.

5.14 | Increase availability of statistical information to the community at large.
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No.

Goal Description

6.1

Ensure that data (e.g. case member and wage assignment-related data)
transmitted from the CSP to employers is accurate, timely and consistent
to reduce employer workload.

6.2

Ensure that employers have an easy and convenient way to send employee
remittance data to the state CSP to facilitate timely payment processing by
the state.

6.3

Maximize the accuracy and consistency of employee/employer data sent
from employers to the state CSP to eliminate payment-processing errors.

6.4

Minimize the number of input points required for employers to submit
employee non-remittance data (e.g., employment verification and
medical/health insurance), thereby increasing the efficiency of employer
interactions with the CSP.

6.5

Ensure that employers can send payments (i.e. remittance data) to a
central location to facilitate timely payment processing by the state CSP.

6.6

Ensure that multiple wage assignment information sent to employers by
CSP simplifies their efforts to comply with payment submission
requirements.

6.7

Maximize convenience, speed and accuracy of interactions between the
CSP and employers to facilitate timely response to questions and problem
resolution.

6.8

Ensure timely and accurate communication of program changes through
outreach and education to facilitate employer compliance with CSP
requirements.

6.9

Minimize the number of employer contacts by fully utilizing existing third
party data resources.
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Drove > 2 on Relatlio 0

No. Goal Description

7.1 Maximize the ability for financial institutions to comply with state and
federa financial data matches for locating assets

7.2 Maximize the ability for financial ingtitutions to comply with liens and
levies so that the institutions can respond timely.

7.3 Maximize SDU reconciliation and accounting capabilities for exchanging
data with financial institutions to facilitate cooperation.

7.4 Maximize ease and convenience for financial institutions to get answers to
questions and resolve issues to facilitate cooperation.

75 Maximize ease and efficiency of SDU cashiering and disbursing function
between state and financial institutions so that the state can expedite
payment to the CP.

7.6 Ensure timely and accurate communication of program changes through

outreach and education to facilitate financial institution compliance with
CSP regquirements.
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No. Goal Description

8.1 Ensure timely, accurate and convenient employer payment processing and
allocation of payments for the non 1V-D population to reduce delays in
payment delivery to custodia parties.

8.2 Maximize the convenience and accessibility of pertinent payment receipt
and disbursement information to non IV-D payer and payees to increase
their satisfaction.

8.3 Ensure the development of timely, accurate and convenient problem and
complaint resolution processes and procedures to increase CSP
responsiveness to the non I'V-D population.

8.4 Maximize accessibility of timely and accurate payment and disbursement
information to case worker to facilitate complaint resolution for non 1V-D
population.

85 Maximize convenience for collection of payment processing information
from the non IV-D population to facilitate payment processing.

8.6 Ensure timely and accurate communication of program changes through

outreach and education to facilitate compliance with CSP requirements.
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No. Goal Description

9.1 Ensure that state CSP staff has access to the tools and case member and
financial information to support consistent best practices in statewide
operations.

9.2 Ensure state level CSP staff has necessary tools and case member and
financial information to support local operations and customer service.

9.3 Ensure effective levels of technologies and resources to support
centralized automation and improve the timeliness and quality of CSP
processing statewide.

94 Minimize the pool of undistributed collections statewide to increase

disbursement to families.
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No. Goal Description

10.1 Minimize duplication of case member and financial data exchanged in
interfaces with third parties to avoid confusion and inaccuracies in data
reconciliation.

10.2 Maximize efficiency and timeliness of case member and financial data
exchanges in interfaces between CSP and third parties to capture and
provide up-to-date information.

10.3 Maximize the use of verification processes that ensure the accuracy of
data exchanged in interfaces between CSP and external interfaces.

104 Ensure a complaint resolution process exists between CSP and third
parties that exchange data with CSP through interfaces to enable CSP to
identify, resolve and correct problems.

10.5 Ensure a complaint resolution process exists to quickly identify and
correct interface data exchange problems experienced by local agencies.

10.6 Ensure that there is one location in the state for third parties to send

payments (e.g., intercepts) and supporting case member and financia data
for timely, efficient and accurate processing.
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No. Goal Description

111 Maximize ability for caseworkers to exchange interjurisdictiona case
member information to achieve timely and accurate case processing.

11.2 Ensure that CSP has an easy and convenient way to exchange remittance
data between jurisdictions to facilitate timely payment.

11.3 Maximize the convenience, timeliness and accuracy of interactions
between CSP and other jurisdictions to facilitate response to questions and
problem resolution.

114 Increase the ability of CSP to respond to Administrative Enforcement
Interstate (AEI) requests from other jurisdictions to improve collections.

115 Minimize CSP's acceptance of inaccurate information from other

jurisdictions.
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No. Goal Description

12.1 Maximize the ability of the CSP staff to exchange accurate and pertinent
case information with the courts to schedule court dates and obtain timely
legal action.

12.2 Increase the effectiveness and efficiency of filing legal documents to
establish, modify, and enforce support for case members.

12.3 Maximize the ability to timely and accurately accept court order related
data for the Support Order Registry.

12.4 Ensure CSP' s usage of standardized Judicial Council forms to facilitate
consistent case processing statewide.

125 Minimize the impact of local court rules on the CSP through outreach and

education to facilitate uniform case processing statewide.
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131 Ensure that the CSP implements a statewide automated system that meets
federal certification requirements.

13.2 Ensure that the CSP implements a federally approved State Disbursement
Unit (SDU).

13.3 Ensure that CSP operations, which may be subject to audit, are compliant
to avoid federa sanctions against the State.
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